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Teams : A hub for Workplace e CELEBAL

. Tools to Q

transform

Integrate business processes and Process Flows the way you
work
Automate routine tasks
Implement complete Access Control and security appliance éo ﬁ gt' "'ERP

Tools to
) Tools to be :
Communicate and collaborate s flexible connect salesforce
your entire

AR Age workforce

All in a single hub \—/ =

V Dynamics 365

Our Vision




Microsoft Teams provides a powerful and extensible platform e CELEBAL

Teams Features: Bring Business Processes to Teams
- o 9 i .
w= Tabs @ Bots LoB Apps — Information
Surface rich content as well Discovery
. . Help users get tasks done
as SharePoint Framework " conversations a
based solutions ‘wfaa’ Employee . Support
Engagement
[ ' Message Extensions i Connectors
4

Alowy users to query sl Post rich updates to
share rich cards in

) channels
conversations

.
o Adaptive Cards o Personalize D

Add rich interaction to your Personalize your Teams eus e
connector cards Experience

Unique Design Thinking Crafted for Teams Development

: |
i /" Empathy ™ Define Y Ideate .+ Prototype i
| v" Conduct Research v" Route Cause Analysis ® v How Teams will help " v Relent Iteration i
i v" Seeking to Understand v" Disconnected LoB Systems v" Bots talking to Enterprise Apps. v Identify tools from the Teams 1
} v" Simple Scenario but Complex v" Request/Approval Process to v' Embedded Tab Apps break silos Toolkit i
i workflows get better of Data v" Quickly writeup Use Case i

Industry specific solutions Customer business challenges Customer business challenges
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EKAA, an IT service management chatbot on Microsoft Teams, amplifies ITSM workflows with an Al-powered |
conversational interface. It streamlines ITSM workflows by raising tickets, performing actions on them, checking ticket |
- status, connecting with live agents, and performing other ITSM scenarios from one single interface.

Specific Features

298 i

R

Persona Based Access

Increased Engagement with
Enterprise Systems

m
[ (oY
% 2
= & &
Intuitive flows for busy Seamless integration with LOB
executives Apps and Enterprise Apps

Enterprise Collaboration Enabled for Microsoft Teams

Built for mobile Modern User Experience




User Journey Phase-1 @ CELEBAL

Covers Covers

v" Raise Ticket v Get All Assigned Tickets
v" Get Ticket Status v" Update Ticket status

v Update Ticket v" Comment on Ticket

v" Comment on Ticket v Get Ticket History

v" Get Ticket History v" Teams Notification

v" Teams Notification

EKAA-BOT | Teams Integration




Phase-2(upcoming features) e CELEBAL

Covers

Manager Dashboard (stage view)

Connect with live agent (chat/call)
Message extensions

8.,  Meeting extensibility

Manager/user feedback on Agent
&  Teams Search Bar
E-mail Notifications

"~ Transfer ticket

EKAA-BOT | Teams Integration
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The Challenge <(,/.’ The Solution ' The Result \Z:
-
v" Currently, to raise tickets and perform | v With a Chatbot/Tab App interface, you can v With FAQ's having relevant answers as well,

actions on tickets, employees and
managers must use ticketing software. To

raise tickets, perform actions on them from
department-oriented agents, check tickets

the number of raised tickets has been
reduced y 27%.

find answers to frequently asked questions,
they have to send a mail to their
department. Engineers are supposed to
answer emails.

status, connect with live agents, and L
perform other ITSM scenarios from one i 1 v With increased collaboration and chat
single interface. P functionality between engineer and users
the turn around time for ticket resolution
v"Integration of Roster system, SLA has reduced by 32%
mechanism and intuitive ITSM workflows
on teams, with real-time history of all v" Efficiency of manager has increased by 16%

actions performed by bot due to collaborative analytical dashboard.

v"In processes like raising tickets, getting
updates on tickets, connecting with
engineers on email threads, and answering
FAQs, employees and engineers had to . P
switch context. L .| v Managers got more and better visibility of
P . engineer’s performance.



Chat-Bot Functional Architecture @ CELEBAL

Storage

e

i Azure SQL i
| @ Structured data |

Bot Logs, Feedback, Pro-active
Messaging & Smart Noatification

Bot logic and UX

Source Systems (CT DESK)

| o | Query | Bot Service i API Request
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Chatbot Flow e CELEBAL

Teams Bot Backend
User Agent
Raise a Ticket
(1] >
Request response for user
O >
Assign Agent
e .
1" -
Share Notification
(4] >
Take action on ticket
< 5
Save Agent response
Q- »
Share Notification
< 7
Teams Bot Backend
User Agent

Raise a Ticket Flow .



Chatbot Flow

i Teams Bot Backend i
E User E
Request get ticket status
. @ > :
i Request, response for user |
: (2, > |
| Share Response I
. EECETCPECREEEEPPEPEPEUPEPPEPPEPEPEEPELE © :
! Display Ticket list with status i
L - 4] :
! Select ticket to view info i
I 5 > |
; Display Ticket info with ticket history |
. © |
| wants to update ticket and post comment on it
- @ > :
save response
: 9 ........................................ > :
i Update ticket status |
| O |
- :
E Teams Bot Backend E
i User i

Get Ticket Status Flow




Chatbot Flow e CELEBAL

Teams Bot Backend
User
Ask a question
(1] B
Request, response for user
........................................ ..
Share response
L LR P PR L P LT PP OO PELEPEPEPEEEPEPERH (3]
Display answers with suggestions
< 4]
Give feedback
(5 =
Save response
O >
Teams Bot Backend
User

Ask a question Flow .




Chat-Bot Snippets

@ Ekaa ITSM
Raise Ticket
Raise Ticket

Title*

Title

Description

Type Description...

Department

Select Department

mpact

Select

ssue Observed On

Select a date...

e Here are some suggestions you

Raise a Ticket
Get Ticket Status

Ask Question

Issue

Select Issue

Urgency

Select

Insert Attachment

Choose File |Mo file chosen

Cancel

can check:

@ Status Change Notification

Agent Name Robert Forst
Date 1/10/2022

Ticketld TICK78

Title Sample ticket

Description this is for demo purpose

Status InProgress

Note :

Hi user, your ticket is in progress . Your issue will resolve soon.

@ Your ticket was raised successfully.

Ticketld TICK78

Title Sample ticket
Department Facilities

Issue Request catering
Description this is for demo purpose
Issue observed on 1-6-2022

Impact Impacts Me

Urgency Medium

Ticket Status New

e CELEBAL

Ekaa ITSM X
Check ticket status

Ticket History

Robert The Ticket is Assigne... 18-01-2022

Ticket Id: TICK3 Details
o Tanvi User Posted a Comm...  18-01-2022 o Tanvi 18-01-2022 13:32:29
o Tanvi User has updated th..  18-01-2022 please resolve the same soon
o Tanvi User has updated th... 18-01-2022
o

Ekaa ITSM X
Check ticket status
fleketid Opening Bate m

TICK3 how to connect vpn 11712022

TICKT demo title 1/18/2022




Business Value

Increased Employee
Engagement

o8

Improved Customer
Service

-
I.||

Simplification of complex
business processes

.

Micro-analytics

Better User
Experience

!ii[

-[

Effective Cost
Management

e CELEBAL

S

L]

Better
Visibility

Measurable Employee
Engagement



ITSM Benefits e CELEBAL

Increased Work Secure One single hub for
Agility Operations teamwork

Automation Service Management Get Notifications




Fkaa ITSM Bot Demo @ CELEBAL

QI e EKAA chat Files About Dashboard o "

Activity

60

Chat 10:23 AM
#manager
[=14]1-] @
[{m))
Teams
@ Ekaa-ltsm  10:23 AM

Ep Welcome to CT-Ekaa
| am Ekaa, your Enterprise Digital Assistant.

Calls Here are some of the things | can help you with:
» Check All Agents Ticket Under You

+ Add Remarks on Agents

+ Add Feedback on Agents

» Transfer a Ticket to another Agent

+ Connect and Chat with Live Agent .

i + Check All Agents Analytics

Ready to get started?
Here are some options for you to proceed with:

Visit Dashboard

@ Y 2 OB D > 9 & i Bl - >

) = i ) _ . 11:57AM
E £ Type here to search i _ @® z6°C sunny ~ B ¢ L RD) 2/19/2022 5
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